Understanding customers’ intention to use social network sites as complaint channel: an analysis of young customers’ perspectives by Setiawan, Retno Agus et al.
ISBN: 978-1-5108-5877-0 
 
2nd International Conference on 
Energy, Environmental and 
Information System  
(ICENIS 2017) 
Semarang, Indonesia 
15 – 16 August 2017 







E3S Web of Conferences Volume 31 (2018) 
Printed from e-media with permission by: 
 
Curran Associates, Inc. 
57 Morehouse Lane 











This work is licensed under a Creative Commons Attribution license: 
http://creativecommons.org/licenses/by/2.0/  
You are free to: 
Share – copy and redistribute the material in any medium or format. 
Adapt – remix, transform, and build upon the material for any purpose, even commercial. 
The licensor cannot revoke these freedoms as long as you follow the license terms. 
Under the following terms: 
You must give appropriate credit, provide a link to the license, and indicate if changes were made.  
You may do so in any reasonable manner, but not in any way that suggests the licensor endorses you  
or your use. The copyright is retained by the corresponding authors. 
 
Printed by Curran Associates, Inc. (2018) 
  
For additional information, please contact EDP Sciences – Web of Conferences 
at the address below. 
  
EDP Sciences – Web of Conferences 
17, Avenue du Hoggar 
Parc d'Activité de Courtabœuf 
BP 112 
F-91944 Les Ulis Cedex A 
France 
 
Phone:  +33 (0) 1 69 18 75 75 





Additional copies of this publication are available from: 
 
Curran Associates, Inc. 
57 Morehouse Lane 
Red Hook, NY 12571 USA 
Phone:  845-758-0400 
Fax:      845-758-2633 
Email:   curran@proceedings.com 
Web:     www.proceedings.com 





CASO4 SCALE FORMATION ON VIBRATED PIPING SYSTEM IN THE PRESENCE CITRIC 
ACID....................................................................................................................................................................................... 1
Mangestiyono W., Jamari J., Muryanto S., Bayuseno A. P. 
 
UTILIZATION OF INDONESIA’S HOT SPRING SOURCES FOR ELECTRICITY USING 
KALINA CYCLE AND ORGANIC RANKINE CYCLE .................................................................................................. 7
Prabumukti Grano, Wahyu Purwanto Widodo 
 
MANAGING CAMPUS ENERGY: COMPROMISING BETWEEN RAPID NEEDS AND 
ENVIRONMENTAL REQUIREMENT............................................................................................................................ 15
Ambariyanto Ambariyanto, Utama Yos J., Purwanto 
 
DEVELOPING ENERGY TECHNOLOGY COURSE FOR UNDERGRADUATE ENGINEERING 
MANAGEMENT STUDY PROGRAM IN LAKE TOBA AREA WITH PARTICULAR FOCUS TO 
SUSTAINABLE ENERGY SYSTEMS IN DEVELOPMENT CONTEXT .................................................................... 19
Manik Yosef, Sinaga Rizal, Saragi Hadi 
 
AN EFFECT OF HUMID CLIMATE ON MICRO STRUCTURE AND CHEMICAL COMPONENT 
OF NATURAL COMPOSITE (BOEHMERIA NIVEA-ALBIZIA FALCATA) BASED WIND 
TURBINE BLADE .............................................................................................................................................................. 24
Sudarsono S., Purwanto P., Sudarsono Johny W 
 
THE EFFECT OF ACID PRE-TREATMENT USING ACETIC ACID AND NITRIC ACID IN THE 
PRODUCTION OF BIOGAS FROM RICE HUSK DURING SOLID STATE ANAEROBIC 
DIGESTION (SS-AD) ......................................................................................................................................................... 28
Dwi Nugraha Winardi, Syafrudin, Fadhila Keumala Cut, Hawali Abdul Matin Hashfi, Budiyono 
 
USING A FUZZY LIGHT SENSOR TO IMPROVE THE EFFICIENCY OF SOLAR PANELS .............................. 33
Suryono Suryono, Endro Suseno Jatmiko, Khuriati Riza Sulistiati Ainie, Prahara Tahan 
 
THE INCREASE OF ENERGY CONSUMPTION AND CARBON DIOXIDE (CO2) EMISSION IN 
INDONESIA ........................................................................................................................................................................ 38
Sasana Hadi, Eka Putri Annisa 
 
CFD ANALYSIS TO CALCULATE THE OPTIMAL AIR VELOCITY IN DRYING GREEN TEA 
PROCESS USING FLUIDIZED BED DRYER ................................................................................................................ 43
Yohana Eflita, Prasetya Nugraha Afif, Eva Diana Ade, Mahawan Ilham, Nugroho Sri 
 
A CASE STUDY: THE POTENTIAL OF ENERGY EFFICIENCY IN SENIOR HIGH SCHOOL OF 
SEMARANG REGENCY, CENTRAL JAVA, INDONESIA .......................................................................................... 48
Yustika Ana, Purwanto P, Hermawan H 
 
COMPRESSED NATURAL GAS TECHNOLOGY FOR ALTERNATIVE FUEL POWER PLANTS ..................... 54
Pujotomo Isworo 
 
IMPACT OF TRAINING AND MENTORING ACTIVITIES WHICH ARE GIVEN TO THE 
LEVEL OF INTEREST AND CAPABILITY INDUSTRIAL TARGET GROUP IN ADOPTING SNI 
ISO 50001 ............................................................................................................................................................................. 58
Apriyanti Dwi, Ika Nugrahanto Aris, Shrestha Sanjaya 
 
PERFORMANCE ANALYSIS OF ISOLATED HYBRID POWER PLANT MODEL WITH 
DYNAMIC LOAD CONDITIONS – MORNING, NOON AND AFTERNOON TRANSITIONS ............................... 62
Irawati Rina 
 
ENHANCEMENT OF BIOGAS PRODUCTION FROM RICE HUSK BY NAOH AND ENZYME 
PRETREATMENT.............................................................................................................................................................. 70
Syafrudin, Dwi Nugraha Winardi, Sarima Agnesia Shandy, Hawali Abdul Matin Hashfi, Budiyono 
 
GEOMAGNETIC SURVEY TO EXPLORE HIGH-TEMPERATURE GEOTHERMAL SYSTEM IN 
BLAWAN-IJEN, EAST JAVA, INDONESIA................................................................................................................... 76
Daud Yunus, Rosid Syamsu, Fahmi Fikri, Maulana Yunus Faris, Muflihendri Reza 
 
GEOTHERMAL POTENTIAL BASED ON PHYSICAL CHARACTERISTICS OF THE REGION 
(CASE STUDY: MOUNT KARANG, PANDEGLANG REGENCY AND BANTEN PROVINCE)............................ 80
Russel Fhillipo, Damayanti Astrid, Giok Pin Tjiong 
 
SEA WATER CHARACTERIZATION AT UJUNG KULON COASTAL DEPTH AS RAW WATER 
SOURCE FOR DESALINATION AND POTENTIAL ENERGY .................................................................................. 86
Mugisidi Dan, Heriyani Okatrina 
 
HOME PHOTOVOLTAIC SYSTEM DESIGN IN PANGKALPINANG CITY ........................................................... 90
Sunanda Wahri 
 
BIOGAS PRODUCTION FROM RICE HUSK WASTE BY USING SOLID STATE ANAEROBIC 
DIGESTION (SSAD) METHOD........................................................................................................................................ 95
Hawali Abdul Matin Hashfi, Hadiyanto 
 
THE EFFECT OF COD CONCENTRATION CONTAINING LEAVES LITTER, CANTEEN AND 
COMPOSITE WASTE TO THE PERFORMANCE OF SOLID PHASE MICROBIAL FUEL CELL 
(SMFC) ............................................................................................................................................................................... 102
Samudro Ganjar, Syafrudin, Dwi Nugraha Winardi, Sutrisno Endro, Bagus Priyambada Ika, Muthi’Ah Hilma, 
Natalia Sinaga Glory, Tubagus Hakiem Rahmat 
 
ROLES OF K2O ON THE CAO-ZNO CATALYST AND ITS INFLUENCE ON CATALYST 
BASICITY FOR BIODIESEL PRODUCTION.............................................................................................................. 107
Buchori Luqman, Istadi I., Purwanto P., Marpaung Louis Claudia, Safitri Rahmatika Luthfiani 
 
POTENTIAL OF ELECTRIC POWER PRODUCTION FROM MICROBIAL FUEL CELL (MFC) 
IN EVAPOTRANSPIRATION REACTOR FOR LEACHATE TREATMENT USING ALOCASIA 
MACRORRHIZA PLANT AND ELEUSINE INDICA GRASS ................................................................................... 111
Zaman Badrus, Wisnu Wardhana Irawan 
 
TECHNICAL ANALYSIS FEASIBILITY STUDY ON SMART MICROGRID SYSTEM IN 
SEKOLAH TINGGI TEKNIK PLN ................................................................................................................................ 115
Suyanto Heri 
 
SOLAR WATER HEATING SYSTEM FOR BIODIESEL PRODUCTION............................................................... 119
Syaifurrahman, Usman A Gani, Rinjani Rakasiwi 
 
PRELIMINARY STUDY ON THE LOCATION SELECTION OF MICROALGAE CULTIVATION 
IN NUSA TENGGARA REGION AS A POTENTIAL FEEDSTOCK FOR BIOAVTUR ......................................... 123
Permata Kusuma Anggraini Rr. Citra, Adi Sasongko Nugroho, Dwi Kuntjoro Yanif 
 
ENHANCING BIODIESEL FROM KEMIRI SUNAN OIL MANUFACTURING USING 
ULTRASONICS ................................................................................................................................................................ 128
Supriyadi Slamet, Purwanto Purwanto, Dwi Anggoro Didi, Hermawan 
 
BIOENERGY POTENTIAL BASED ON VINASSE FROM ETHANOL INDUSTRIAL WASTE TO 
GREEN ENERGY SUSTAINABILITY .......................................................................................................................... 133
Harihastuti Nani, Marlena Bekti 
 
OPTIMIZATION OF METHANE GAS FORMATION RATE WITH THE ADDITION OF EM4 
STARTER-MADE FROM TOFU LIQUID WASTE AND HUSK RICE WASTE USING BIOGAS 
REACTOR-FIXED DOME IN LANGENSARI WEST UNGARAN ............................................................................ 136
Arifan Fahmi, Muhammad Fuad, Winarni Sri, Rama Devara Hafizh, Hanum Latifah 
 
A STUDY OF SEDIMENTATION AT THE RIVER ESTUARY ON THE CHANGE OF 
RESERVOIR STORAGE ................................................................................................................................................. 139
Iskahar, Suripin, Isdiyana 
 
OZONE APPLICATION FOR TOFU WASTE WATER TREATMENT AND ITS UTILISATION 
FOR GROWTH MEDIUM OF MICROALGAE SPIRULINA SP............................................................................... 146
Hadiyanto Hadiyanto 
 
EFFECT OF LIGHT INTENSITY AND PHOTOPERIOD ON GROWTH OF CHLORELLA 
PYRENOIDOSA AND CO2 BIOFIXATION .................................................................................................................. 150
Johar Gunawan Teuku, Ikhwan Yusni, Restuhadi Fajar, Pato Usman 
 
POLLUTION IMPACT AND ALTERNATIVE TREATMENT FOR PRODUCED WATER.................................. 157
Hedar Yusran, Budiyono 
 
INTEGRATING ELECTROKINETIC AND BIOREMEDIATION PROCESS FOR TREATING OIL 
CONTAMINATED LOW PERMEABILITY SOIL....................................................................................................... 169
Surya Ramadan Bimastyaji, Jatnika Effendi Agus, Helmy Qomarudin 
 
NUMERICAL SOLUTION OF A 3-D ADVECTION-DISPERSION MODEL FOR DISSOLVED 
OXYGEN DISTRIBUTION IN FACULTATIVE PONDS ............................................................................................ 175
Sunarsih, Sasongko Dwi P., Sutrisno 
 
EFFECTIVENESS OF NITRIFICATION INHIBITION ON VARIOUS SPECIES OF 
BRACHIARIA GRASS RHIZOSPHERE ....................................................................................................................... 179
Purwanto, Supriyadi, Hindrayani Aniek 
 
PERFORMANCE OF ANAEROBIC BAFFLED REACTOR WITH THREE COMPARTMENTS IN 
REMOVAL OF COD OF WASTEWATER OF CHILLY SAUCE .............................................................................. 184
Sumantri Indro, Budiyono B., Purwanto P. 
 
HEAVY METAL CONTENT IN TERRACED RICE FIELDS AT SRUWEN TENGARAN 
SEMARANG - INDONESIA ............................................................................................................................................ 188
Hindarwati Yulis, Retnaningsih Soeprobowati Tri, Sudarno 
 
INTEGRATION OF CLEANER PRODUCTION AND WASTE WATER TREATMENT ON TOFU 
SMALL INDUSTRY FOR BIOGAS PRODUCTION USING ANSBR REACTOR ................................................... 194
Setyowati Rahayu Suparni, Budiyono Budiyono, Purwanto Purwanto 
 
PREPARATION AND CHARACTERIZATION OF NIMO/AL2O3 CATALYST FOR 
HYDROCRACKING PROCESSING.............................................................................................................................. 198
Widiyadi Aditya, Adil Guspiani Gema, Riady Jeffry, Andreanto Rikky, Dea Chaiunnisa Safina, Widayat Widayat 
 
OPTIMIZATION OF CHITOSAN DRYING TEMPERATURE ON THE QUALITY AND 
QUANTITY OF EDIBLE FILM ...................................................................................................................................... 202
Sri Wahyuni Endah, Arifan Fahmi 
 
POTENTIAL APPLICATION OF BIODRYING TO TREAT SOLID WASTE ........................................................ 207
Zaman Badrus, Oktiawan Wiharyanto, Hadiwidodo Mochtar, Sutrisno Endro, Purwono, Wisnu Wardana Irawan 
 
OIL PALM EMPTY FRUIT BUNCHES (OPEFB): EXISTING UTILIZATION AND CURRENT 
TRENDS BIO REFINERY IN INDONESIA .................................................................................................................. 210
Rame 
 
BIODEGRADATION OF COD IN HOUSEHOLD WASTEWATER WITH AEROBIC BIOFILM 
TECHNOLOGY BY ADDING SEDIMENT DRAINAGE SEWERAGE .................................................................... 215
Sumiyati Sri, Purwanto P., Sutrisno Endro, Sudarno S., Arthawidya Jalu, Izzudin Humam 
 
DECREASING OF BOD CONCENTRATION ON ARTIFICIAL DOMESTIC WASTEWATER 
USING ANAEROB BIOFILTER REACTOR TECHNOLOGY .................................................................................. 218
Sumiyati Sri, Purwanto P., Sudarno S. 
 
OPTIMIZATION OF WASTEWATER OF BATIK BUARAN PEKALONGAN BY USING 
PHOTOCATALYTIC MEMBRANE BIOREACTOR .................................................................................................. 221
Arifan Fahmi, Nugraheni Fs, Elsa Lianandaya Niken 
 
DOSE OF BIOCOAGULANT-MIXING RATE COMBINATIONS FOR OPTIMUM REDUCTION 
OF COD IN WASTEWATER .......................................................................................................................................... 224
Faustina Patricia Maria, Purwono, Arief Budihardjo Mochamad 
 
APPLICATION OF PESTICIDE PHYTOREMEDIATION IN IRRIGATED RICE FIELDS 
SYSTEM USING ECENG GONDOK (EICHHORNIA CRASSIPES) PLANTS ........................................................ 228
Kartika Febriani Ika, Hadiyanto 
 
ANALYSIS OF HEAVY METAL CONTENT (PB) ON WATERS AND FISH AT THE FLOATING 
CAGES BPPP AMBON .................................................................................................................................................... 232
Wattimena Rachel L., Selanno Debby A. J., Tuhumury Semuel F., Tuahatu Juliana W. 
 
THE BENEFIT IMPACT OF AIR POLLUTION REDUCTION THROUGH ATCS 
IMPLEMENTATION AT INTERSECTIONS ............................................................................................................... 238
Arief Budihardjo Mochamad, Setiyo Huboyo Haryono, Prasetyo Samadikun Budi 
 
ACID RAIN CONTRIBUTION FROM PESTICIDE DISTRIBUTION TO RICE FARMERS IN 
PATI REGENCY............................................................................................................................................................... 241
Qosim Ahmad, Anies, Rya Sunoko Henna 
 
MODELING NITROGEN DECREASE IN WATER LETTUCE PONDS FROM WASTE 
STABILIZATION PONDS ............................................................................................................................................... 245
Agnes Putri Gitta, Sunarsih 
 
FLASH TECHNOLOGY: FULL-SCALE HOSPITAL WASTE WATER TREATMENTS ADOPTED 
IN ACEH ............................................................................................................................................................................ 250
Rame, Tridecima Adeodata, Pranoto Hadi, Moesliem, Miftahuddin 
 
TIDAL INFLUENCE ON WATER QUALITY OF KAPUAS KECIL RIVER DOWNSTREAM ............................ 255
Purnaini Rizki, Sudarmadji, Purwono Suryo 
 
STRATEGY OF WATER POLLUTION CONTROL BASE ON SOCIAL ECONOMIC ACTIVITIY, 
IN KARANG MUMUS RIVER, SAMARINDA EAST KALIMANTAN, INDONESIA ............................................. 260
Pramaningsih Vita, Suprayogi Slamet, Purnama Setyawan 
 
PRELIMINARY DESIGN OF INDUSTRIAL SYMBIOSIS OF SMES USING MATERIAL FLOW 
COST ACCOUNTING (MFCA) METHOD ................................................................................................................... 264
Siwi Dwi Astuti Rahayu, Dwi Astuti Arieyanti, Hadiyanto 
 
CULTIVATION OF MICROALGAE CHLORELLA SP ON FRESH WATER AND WASTE 
WATER OF TOFU INDUSTRY ...................................................................................................................................... 271
Widayat, Philia John, Wibisono Jessica 
 
EFFECT OF BATIK WASTE WATER ON KALI WANGAN WATER QUALITY IN DIFFERENT 
SEASONS ........................................................................................................................................................................... 274
Lestari S., Sudarmadji, Tandjung S. D., Santoso S. J. 
 
APPLICATION OF LIFE CYCLE ASSESSMENT (LCA) IN SUGAR INDUSTRIES ............................................. 278
Dwi Astuti Arieyanti, Siwi Dwi Astuti Rahayu, Hadiyanto Hadiyanto 
 
DISTRIBUTION OF HEAVY METALS (CU AND FE) IN SEA WATER OF GRESIK COASTAL 
AREA.................................................................................................................................................................................. 283
Nindyapuspa Ayu, Chusnun Ni\'Am Achmad 
 
THE ACOUSTICAL PROPERTIES OF THE POLYURETHANE CONCRETE MADE OF 
OYSTER SHELL WASTE COMPARING OTHER CONCRETES AS ARCHITECTURAL DESIGN 
COMPONENTS................................................................................................................................................................. 286
Setyowati Erni, Hardiman Gagoek, Purwanto 
 
UTILIZATION OF NATURAL ZEOLITE FROM PONOROGO AND PURWOREJO FOR 
NAPHTHOL SUBSTANCE ADSORPTION .................................................................................................................. 291
Imandiani Sundus, Indira Christine, Johan Anthony, Budiyono 
 
SUSTAINABLE DEVELOPMENT STRATEGY OF DOMESTIC WASTE INFRASTRUCTURE IN 
THE CITY OF SURAKARTA ......................................................................................................................................... 295
Rezagama Arya, Purwono, Damayanti Verika 
 
WASTE BANK REVITALIZATION IN PALABUHANRATU WEST JAVA............................................................ 301
Prasetyo Samadikun Budi, Siwi Handayani Dwi, Permana Laksana Muhamad 
 
EFFECTIVENESS OF REDUCING P FERTILIZER AND ADDING FISH POND MUD WASTE ON 
GROWTH AND YIELD OF SOYBEAN IN PEATLAND............................................................................................. 307
Riak Asie Erina, Rumbang Nyahu, Winarti Sih, Sinaga Soaloon 
 
PRELIMINARY EVALUATION OF METHOD TO MONITOR LANDFILLS RESILIENCE 
AGAINST METHANE EMISSION................................................................................................................................. 312
Amalia Chusna Noor, Maryono Maryono 
 
THE REMOVAL OF TURBIDITY AND TSS OF THE DOMESTIC WASTEWATER BY 
COAGULATION-FLOCCULATION PROCESS INVOLVING OYSTER MUSHROOM AS 
BIOCOAGULANT ............................................................................................................................................................ 317
Pardede Astrid, Arief Budihardjo Mochamad, Purwono 
 
MATHEMATICAL ANALYSIS FOR THE OPTIMIZATION OF WASTEWATER TREATMENT 
SYSTEMS IN FACULTATIVE POND INDICATOR ORGANIC MATTER............................................................. 321
Sunarsih, Widowati, Kartono, Sutrisno 
 
FACULTATIVE STABILIZATION POND: MEASURING BIOLOGICAL OXYGEN DEMAND 
USING MATHEMATICAL APPROACHES ................................................................................................................. 324
Wira S Ihsan, Sunarsih Sunarsih 
 
POTENTIAL OF MICROALGAE CHLORELLA VULGARIS AS BIOREMEDIATION AGENTS 
OF HEAVY METAL PB (LEAD) ON CULTURE MEDIA .......................................................................................... 328
Rita Sulistya Dewi Endah, Nuravivah Riza 
 
GOOD HOUSEKEEPING IMPLEMENTATION FOR IMPROVING EFFICIENCY IN CASSAVA 
STARCH INDUSTRY (CASE STUDY : MARGOYOSO DISTRICT, PATI REGENCY) ........................................ 332
Setyo Aji Wijayanto, P Purwanto, S Suherman 
 
USE OF A GERMINATION BIOASSAY TO TEST COMPOST MATURITY IN TEKELAN 
VILLAGE........................................................................................................................................................................... 336
Oktiawan Wiharyanto, Zaman Badrus, Purwono 
 
A REVIEW ON LANDFILL MANAGEMENT IN THE UTILIZATION OF PLASTIC WASTE AS 
AN ALTERNATIVE FUEL.............................................................................................................................................. 339
Hidayah Nurul, Syafrudin 
 
THE EFFECTIVITY OF GREEN COCONUT WATER TO REDUCE MERCURY LEVEL IN THE 
BLOOD AND TO IMPROVE BLOOD PROFILES AND LIVER CELLS APPEARANCE (STUDY 
IN SPRAGUE DAWLEY RATS) ..................................................................................................................................... 345
Ehmeeda M Abdulrzag, Nur Kristina Tri, Suwondo Ari, Rya Sunoko Henna 
 
PREVALENCE OF HOOKWORM INFECTION AND STRONGYLOIDIASIS IN CATS AND 
POTENTIAL RISK FACTOR OF HUMAN DISEASES .............................................................................................. 353
Sedionoto Blego, Anamnart Witthaya 
 
MAPPING OF LEPTOSPIROSIS ENVIRONMENTAL RISK FACTORS AND DETERMINING 
THE LEVEL OF LEPTOSPIROSIS VULNERABLE ZONE IN DEMAK DISTRICT USING 
REMOTE SENSING IMAGE .......................................................................................................................................... 358
Rahayu Siti, Sakundarno Adi Mateus, Dian Saraswati Lintang 
 
PLANKTON AND HEAVY METAL CORRELATION FROM COMMERCIAL VESSELS IN 
PORT OF TANJUNG EMAS SEMARANG ................................................................................................................... 367
Tjahjono Agus, Nur Bambang Aziz, Anggoro Sutrisno 
 
PHYSICOCHEMICAL CHARACTERISTICS OF ARTIFICIAL RICE FROM COMPOSITE 
FLOUR: MODIFIED CASSAVA STARCH, CANAVALIA ENSIFORMIS AND DIOSCOREA 
ESCULENTA..................................................................................................................................................................... 375
Sumardiono Siswo, Pudjihastuti Isti, Abyor Handayani Noer, Kusumayanti Heny 
 
THE EFFECT OF CLOUD EAR FUNGUS (AURICULARIA POLYTRICHA) ON SERUM TOTAL 
CHOLESTEROL, LDL AND HDL LEVELS ON WISTAR RATS INDUCED BY REUSED 
COOKING OIL ................................................................................................................................................................. 379
Budinastiti Ratih, Rya Sunoko Henna, Suci Widiastiti Nyoman 
 
WORK ENVIRONMENT FACTORS AND THEIR INFLUENCE ON URINARY CHROMIUM 
LEVELS IN INFORMAL ELECTROPLATING WORKERS ..................................................................................... 384
Setyaningsih Yuliani, Husodo Adi Heru, Astuti Indwiani 
 
THE PRESENCE OF RAT AND HOUSE SANITATION ASSOCIATED WITH LEPTOSPIRA SP. 
BACTERIAL INFECTION IN RATS (A CROSS SECTIONAL STUDY IN SEMARANG, 
CENTRAL JAVA PROVINCE, INDONESIA) .............................................................................................................. 388
Setiyani Endang, Martini Martini, Dian Saraswati Lintang 
 
ANALYSIS OF WORK DESIGN IN RUBBER PROCESSING PLANT..................................................................... 392
Wahyuni Dini, Nasution Harmein, Budiman Irwan, Wijaya Khairini 
 
IDENTIFICATION OF SOIL PROPERTIES AND ORGANOPHOSPHATE RESIDUES FROM 
AGRICULTURAL LAND IN WANASARI SUB-DISTRICT, BREBES, INDONESIA ............................................. 396
Joko Tri, Anggoro Sutrisno, Rya Sunoko Henna, Rachmawati Savitri 
 
HAZARD IDENTIFICATION AND RISK ASSESSMENT IN WATER TREATMENT PLANT 
CONSIDERING ENVIRONMENTAL HEALTH AND SAFETY PRACTICE .......................................................... 401
Falakh Fajrul, Setiani Onny 
 
INDOOR AIR POLLUTION IN NON AC PASSENGER BUS..................................................................................... 406
El Husna Iksiroh, Rizal Unzilatirrizqi D Yan El, Karyanto Yudi, Sunoko Henna R 
 
COMPARISON OF SELLERS'S AWARENESS TO ENVIRONMENTAL HYGIENE OF MARKET 
BULAK, MARKET KLENDER AND MARKET RAWAMANGUN, EAST JAKARTA .......................................... 409
Hasana P. Maulidya 
 
IMPLEMENTATION OF GEOGRAPHICAL INFORMATION SYSTEM FOR 
BACTERIOLOGICAL CONTAMINATION ANALYSIS ON REFILL DRINKING WATER DEPOT 
(STUDY IN TEMBALANG DISTRICT)......................................................................................................................... 413
Rahmitha Amelia, Utami Endang Sri, Sitohang Marya Yenita 
 
MEASURING CARBON FOOTPRINT OF FLEXIBLE PAVEMENT CONSTRUCTION PROJECT 
IN INDONESIA ................................................................................................................................................................. 418
Utomo Dwi Hatmoko Jati, Hidayat Arif, Setiawati Apsari, Catur Adi Prasetyo Stefanus 
 
THE INFLUENCE OF HIGHWAY TRANSPORTATION INFRASTRUCTURE CONDITION 
TOWARD COMMODITY PRODUCTION GENERATION FOR THE RESILIENCE NEEDS AT 
REGIONAL INTERNAL ZONE ..................................................................................................................................... 425
Akbardin Juang, Parikesit Danang, Riyanto Bambang, Taufik Mulyono Agus 
 
THE EFFECTIVENESS OF BUILDING PERMIT REGULATION FOR GREEN OPEN SPACE AT 
HOUSING ESTATES: CASE STUDY OF KENDAL REGENCY, CENTRAL JAVA, INDONESIA ...................... 432
Yulianti Wiwik, Hadi Sudharto P. 
 
TOTAL ECONOMIC VALUE OF APPLIED USED GREEN LINE STREET MODEL FOR 
TAMARINDUS INDICA IN REMBANG DISTRICT ................................................................................................... 441
Rangga Fajar Abdillah, Azis Nur Bambang 
 
A RESILIENCE PATTERN IN VILLAGE LEVEL: THE CASE BABALAN VILLAGE, PATI, 
CENTRAL JAVA INDONESIA....................................................................................................................................... 447
Nurwahyudi Ragil, Maryono Maryono 
 
PRELIMINARY IDENTIFICATION OF URBAN PARK INFRASTRUCTURE RESILIENCE IN 
SEMARANG CENTRAL JAVA ...................................................................................................................................... 453
Uhfatun Muzdalifah Aji, Maryono Maryono 
 
ANALYSIS OF URBAN FOREST NEEDS AS ANTHROPOGENIC (CO2) GAS ABSORBENT IN 
SEMARANG CITY ........................................................................................................................................................... 458
Putri Febriani Anisa, Retnaningsih Soeprobowati Tri, Maryono Maryono 
 
COMPARING VALUE OF URBAN GREEN SPACE USING CONTINGENT VALUATION AND 
TRAVEL COST METHODS ........................................................................................................................................... 463
Chintantya Dea, Maryono Maryono 
 
ASSESSING METHOD TO IDENTIFYING WATER RESILIENCE AGAINST NATURAL AND 
CLIMATE CHANGE HAZARDS. .................................................................................................................................. 467
Amril Rofi, Maryono Maryono 
 
THE POPULATION GROWTH AND CARRYING CAPACITY IN SEMARANG CITY ....................................... 471
Hariyanto, Hadi Sudharto P, Buchori Imam 
 
THE ROLE OF HEALTH AND SAFETY EXPERTS IN THE MANAGEMENT OF HAZARDOUS 
AND TOXIC WASTES IN INDONESIA ........................................................................................................................ 475
Supriyadi, Hadiyanto 
 
THE APPLICATION POTENTIAL OF ECO-EFFICIENCY FOR GREENING COMPANY ................................ 479
Eka Prasaja Lukman, Hadiyanto 
 
MANAGEMENT TO INSULATE ECOSYSTEM SERVICES FROM THE EFFECTS OF 
CATCHMENT DEVELOPMENT ................................................................................................................................... 483
Gell Peter 
 
FIND THE FUTURE FROM THE PAST: PALEOLIMNOLOGY IN INDONESIA ................................................. 489
Retnaningsih Soeprobowati Tri, Widodo Agung Suedy Sri, Hadiyanto 
 
ANALYSIS OF LANDSLIDE MATERIALS SPREADING IN BENDAN DHUWUR VILLAGE 
GAJAHMUNGKUR SUBDISTRICT SEMARANG CITY ........................................................................................... 497
Trisnawati Devina, Najib, Kusuma Istiqomah Ari, Husna Anissa Fitratul 
 
VULNERABILITY ASSESSMENT OF MANGROVE HABITAT TO THE VARIABLES OF THE 
OCEANOGRAPHY USING CVI METHOD (COASTAL VULNERABILITY INDEX) IN 
TRIMULYO MANGROVE AREA, GENUK DISTRICT, SEMARANG .................................................................... 503
Raditya Ahmad Rifandi, Fuad Muhammad 
 
ECO-EFFICIENCY ANALYSIS OF FURNITURE PRODUCT USING LIFE CYCLE 
ASSESSMENT................................................................................................................................................................... 509
Ika Rinawati Dyah, Sriyanto, Puspita Sari Diana, Cantya Prayodha Andana 
 
EVALUATION OF WATER QUALITY AT RIVER BIAN IN MERAUKE PAPUA ................................................ 514
Djaja Irba, Purwanto P., Sunoko H. R. 
 
THE ENVIRONMENTAL IMPACT STUDY OF MICRO HYDRO POWER IN PEKALONGAN 
INDONESIA ...................................................................................................................................................................... 520
Suwarto, Hadi Sudharto P, Hermawan 
 
ANALYSIS OF A FISHERY MODEL WITH TWO COMPETING PREY SPECIES IN THE 
PRESENCE OF A PREDATOR SPECIES FOR OPTIMAL HARVESTING ............................................................ 527
Sutimin, Khabibah Siti, Anis Munawwaroh Dita 
 
CONSERVATION MANAGEMENT OF AGRICULTURE LAND USING GEOSPATIAL 
APPROACH (A CASE STUDY IN THE BONE WATERSHED, GORONTALO PROVINCE, 
INDONESIA) ..................................................................................................................................................................... 533




CARBON VALUE ANALYSIS OF BATANG GADIS NATIONAL PARK, MANDAILING NATAL 
REGENCY, NORTH SUMATERA PROVINCE, INDONESIA................................................................................... 537
Novalanty Ohara Daulay Dini, Wasiq Hidayat Jafron 
 
THE EFFECTIVENESS OF HYBRID STRUCTURE IN OVERCOMING COASTAL ABRATION 
IN TRIMULYO, GENUK SUBDISTRICT SEMARANG CITY .................................................................................. 545
Kurnia Domas, Nugroho Denny 
 
FISH MARKETING OF RIBBON FISH (TRICHIURUS SP.) IN NUSANTARA FISHING PORT 
(NFP)AT PALABUHANRATU, WEST JAVA ............................................................................................................... 550
Nur Bambang Azis 
 
COMMUNITY STRUCTURE OF CORAL REEFS IN SAEBUS ISLAND, SUMENEP DISTRICT, 
EAST JAVA ....................................................................................................................................................................... 555
Rizmaadi Mada, Riter Johannes, Fatimah Siti, Rifaldi Riyan, Yoga Arditho, Ramadhan Fikri, Ambariyanto 
Ambariyanto 
 
IMPLEMENTATION OF CONSERVATION POLICY THROUGH THE PROTECTION OF LIFE 
SUPPORT SYSTEM IN THE KARIMUNJAWA NATIONAL PARK........................................................................ 561
Anisa Eka Ariyani Nur, Kismartini 
 
THE APPLICATION OF LIQUID FERTILIZER MADE OF TRADITIONAL MARKET 
ORGANIC WASTES ON GROWTH OF SETARIA GRASS (SETARIA SPLENDIDA STAPF) ............................ 568
Hendarto Eko, Suwarno 
 
VEGETATION STRUCTURE OF EBONY LEAF MONKEY (TRACHYPITHECUS AURATUS) 
HABITAT IN KECUBUNG ULOLANANG NATURE PRESERVATION CENTRAL JAVA-
INDONESIA ...................................................................................................................................................................... 574
Ervina Rahmawati, Jafron Wasiq Hidayat 
 
INDIGENOUS PEOPLES INVOLMENT AT THE ENVIRONMENTAL IMPACT ASSESSMENT 
(EIA) PROCESS IN TABI MAMTA AREA OF PAPUA PROVINCE ........................................................................ 579
Saras Dhiksawan Ferdinand, Hadi Sudharto P., Samekto Adji, Sasongko Dwi P. 
 
WATER FOOTPRINT ASSESSMENT IN THE AGRO-INDUSTRY: A CASE STUDY OF SOY 
SAUCE PRODUCTION ................................................................................................................................................... 593
Aulia Firda Alfiana, Purwanto 
 
THE EXISTENCE OF HIGH CONSERVATION VALUE FOREST (HCVF) IN PERUM 
PERHUTANI KPH KENDAL TO SUPPORT IMPLEMENTATION OF FSC CERTIFICATION......................... 596
Sulistyowati Sri, Hadi Sudharto P. 
 
SUITABILITY ANALYSIS FOR SCUBA DIVING TO DEVELOP MARINE TOURISM AT 
SAEBUS ISLAND, EAST JAVA, INDONESIA ............................................................................................................. 601
Wijaya Putranto, Putra Tri, Hidayat Fatra, Levraeni Chandra, Rizmaadi Mada, Ambariyanto Ambariyanto 
 
DIVERSITY OF CORAL FISH AT SAEBUS ISLAND, EAST JAVA, INDONESIA ................................................ 606
Fatimah Siti, Widya Laksana Putra Tri, Kondang Putranto, Suratman, Gamelia Larossa, Syahputra Hendry, 
Rahmadayanti, Rizmaaadi Mada, Ambariyanto Ambariyanto 
 
MOTIVATION AND PERCEPTION OF TOURISTS AS PUSH AND PULL FACTORS TO VISIT 
NATIONAL PARK ........................................................................................................................................................... 611
Said Jumrin, Maryono Maryono 
 
COMMUNITY CONCERN ON ENVIRONMENTAL CONSERVATION................................................................. 616
Adie Nugraha Fajar, Maryono Maryono 
 
ECONOMIC VALUATION AS AN INSTRUMENT TO DETERMINE THE MANAGEMENT 
STRATEGY OF BAROS MANGROVE FOREST, BANTUL, YOGYAKARTA, INDONESIA............................... 620
Waluyo Jati Irawan, Pribadi Rudhi 
 
THE PROFILE QUALITY OF POND IN KENDAL REGENCY TO DIVERSIFICATION 
AQUACULTURE .............................................................................................................................................................. 624
Novi Ayuniar Ligar, Wasiq Hidayat Jafron 
 
STUDY OF CARRYING CAPACITY ASSESMENT FOR NATURAL FISHERIES IN 
JATIBARANG RESERVOIR IN SEMARANG CITY .................................................................................................. 629
Sujono Bambang, Anggoro Sutrisno 
 
SUSTAINABILITY ACTIVITIES IN THE MINING SECTOR: CURRENT STATUS AND 
CHALLENGES AHEAD LIMESTONE MINING IN NUSAKAMBANGAN ............................................................. 633
Vika Ayuningrum Theresia, Purnaweni Hartuti 
 
MANGROVE CULTIVATION FOR DEALING WITH COASTAL ABRASION CASE STUDY OF 
KARANGSONG ................................................................................................................................................................ 638
Fatimatuzzahroh Feti, Hadi Sudharto P., Purnaweni Hartuti 
 
THE EFFECT OF MANGROVE ON FISH CATCH USING BELAT AT TELUK PEMEDAS AND 
SANIPAH OF KUTAI KARTANEGARA REGENCY, EAST KALIMANTAN PROVINCE, 
INDONESIA ...................................................................................................................................................................... 641
Sulaiman Bustam, Nur Bambang Azis, Purnaweni Hartuti, Lutfi Mohammad 
 
IMPACTS OF AGRICULTURAL PRACTICES AND TOURISM ACTIVITIES ON THE 
SUSTAINABILITY OF TELAGA WARNA AND TELAGA PENGILON LAKES, DIENG 
PLATEAU, CENTRAL JAVA ......................................................................................................................................... 645
Sudarmadji, Pudjiastuti Hermin 
 
DOES GREEN INVESTMENT INCREASE FINANCIAL PERFORMANCE? EMPIRICAL 
EVIDENCE FROM INDONESIAN COMPANIES........................................................................................................ 652
Chariri Anis, Ratna Sari Br Bukit Gretta, Bethary Eklesia Octrine, Uly Christi Bourinta, Meirisa Tarigan Daisy 
 
ENVIRONMENTAL POLICY OF MANGROVES MANAGEMENT IN REMBANG REGENCY ........................ 659
Roziqin Ali 
 
THE PROCESS OF PEOPLE GOLD MINING IN PANINGKABAN VILLAGE BANYUMAS 
INDONESIA ...................................................................................................................................................................... 665
Muslihudin Muslihudin, Nur Bambang Azis, Hendarto Eko, Triadi Putranto Thomas 
 
IMPLEMENTATION OF STATE OBLIGATIONS AND RESPONSIBILITY ENSURING THE 
AVAILABILITY OF CLEAN WATER IN KARIMUNJAWA ISLANDS .................................................................. 670
Rahayu, Soeprobowati Tri Retnaningsih 
 
SPATIAL DISTRIBUTION OF CONVENTIONAL AIR POLLUTANT AND GHGS FROM LAND 
TRANSPORTATION IN TWO DEVELOPING CITIES AND MAIN CO-BENEFIT ACTIONS FOR 
REDUCING IT. ................................................................................................................................................................. 674
Huboyo Haryono S, Sutrisno Endro, Sutrisno Ana M, Tiarani Velida L 
 
CRITICAL REVIEW OF SPATIAL PLANNING OF CAT WATUPUTIH, REMBANG ZONE, 
CENTRAL JAVA, INDONESIA...................................................................................................................................... 678
Hadi Sudharto P. 
 
COMPARATIVE STUDY ON THE CHARACTERISTICS OF COMMUNITY-BASED TOURISM 
BETWEEN PENTINGSARI AND NGLANGGERAN TOURISM VILLAGE, SPECIAL REGION 
YOGYAKARTA ................................................................................................................................................................ 681
Purbasari Novia, Manaf Asnawi 
 
ENVIRONMENTAL ANALYSIS OF THE IMPACTS OF BATIK WASTE WATER POLUTION 
ON THE QUALITY OF DUG WELL WATER IN THE BATIK INDUSTRIAL CENTER OF 
JENGGOT PEKALONGAN CITY ................................................................................................................................. 693
Budiyanto Slamet, Anies, Purnaweni Hartuti, Rya Sunoko Henna 
 
COASTAL COMMUNITY GROUP FOR COASTAL RESILIENT IN TIMBULSLOKO VILLAGE, 
SAYUNG, DEMAK REGENCY, INDONESIA .............................................................................................................. 700
Purnaweni Hartuti, Kismartini, Hadi Sudharto P., Soraya Ike 
 
URBAN ENVIRONMENT DEVELOPMENT BASED ON UNIVERSAL DESIGN PRINCIPLES ......................... 704
Ir Harsritanto Bangun 
 
TOURISM VILLAGE MODEL BASED ON LOCAL INDIGENOUS: CASE STUDY OF 
NONGKOSAWIT TOURISM VILLAGE, GUNUNGPATI, SEMARANG................................................................. 709
Kurniasih, Maya Nihayah Dyah, Amalia Sudibyo Syafitri, Nur Winda Fajri 
 
TOWARDS WATER SENSITIVE CITY: LESSON LEARNED FROM BOGOR FLOOD HAZARD 
IN 2017................................................................................................................................................................................ 715
Ramdhan Muhammad, Susilo Arifin Hadi, Suharnoto Yuli, Darma Tarigan Suria 
 
IMPLEMENTING COGNITIVE INTERVENTION TO EDUCATE AND IMPROVE RESIDENT’S 
PREPAREDNESS IN LANDSLIDE AREAS.................................................................................................................. 720
Susanto Novie, Putranto Thomas Triadi, Prastawa Heru, Amalia Ulfa Ema 
 
UTILIZATION OF INFORMATION TECHNOLOGY FOR NON DOMESTIC WASTE 
MANAGEMENT IN SEMARANG CITY....................................................................................................................... 727
Ali Muhammad, Hadi Sudharto P, Soemantri Maman 
 
POLICY IMPLEMENTATION STUDY ON SPATIAL PLANNING FOR ENVIRONMENTAL 
CONFLICT (STUDY LOCATION: REMBANG REGENCY) ..................................................................................... 733
Kusyuniadi Indraya 
 
CLIMATE CHANGE ANTICIPATION ON SUPPORTING CAPACITY OF FISHING 
ENVIRONMENT IN THE COASTAL AREA OF TANJUNGMAS SEMARANG CITY ......................................... 741
Kurniasih Wahyu Sari Indah, Hadi Sudharto P. 
 
CLIMATE CHANGE IN INDONESIA (CASE STUDY : MEDAN, PALEMBANG, SEMARANG)........................ 748
Suryadi Yadi, Nugroho Sugianto Denny, Hadiyanto 
 
COMMUNITY CAPACITY IN THE FACE OF LANDSLIDE HAZARDS IN THE SOUTHERN OF 
SEMARANG CITY ........................................................................................................................................................... 754
Tjahjono Heri, Suripin, Kismartini 
 
THE LAND USE CHANGE FROM AGRICULTURAL TO NON-AGRICULTURAL IN BUNGO 
REGENCY, JAMBI PROVINCE, INDONESIA ............................................................................................................ 761
Ifan Dolly Fajar, Kismartini Kismartini, Purnaweni Hartuti 
 
PUBLIC PARTICIPATION PLANNING OF ENVIRONMENTAL IMPACT ASSESSMENT (EIA) 
AND REGULATIONS: ANALYSIS OF INCONSISTENCY FOR SOME CASES IN INDONESIA ....................... 765
Hindrayani Aniek, Purwanto 
 
ENVIRONMENTAL KUZNETS CURVE HYPOTHESIS: A PERSPECTIVE OF SUSTAINABLE 
DEVELOPMENT IN INDONESIA ................................................................................................................................. 770
Galuh Nuansa Citrasmara, Widodo Wahyu 
 
PLANNING OF BEEF CATTLE DEVELOPMENT IN DISTRICT BLORA, CENTRAL JAVA, 
INDONESIA ...................................................................................................................................................................... 775
Santoso Budi, Waluyo Hadi Eko Prasetiyono Bambang 
 
STUDENTS ENVIRONMENTAL AWARENESS OF AR RIDHO NATURE SCHOOL SEMARANG .................. 781
Prihatiningsih Agustina 
 
THE CONTROL OF ENVIRONMENT MANAGEMENT THROUGH ADMINISTRATIVE COURT ................. 784
Putrijanti Aju 
 
UNDERGRADUATE STUDENTS’ PRO-ENVIRONMENTAL BEHAVIOR IN DAILY PRACTICE ................... 788
Dewi Widiaswati, Dian R Sawitri 
 
CHARACTERISTICS AND GENERATION OF HOUSEHOLD HAZARDOUS WASTE (HHW) IN 
SEMARANG CITY INDONESIA.................................................................................................................................... 792
Fikri Elanda, Purwanto Purwanto, Sunoko Henna Rya 
 
UNDERSTANDING SAFETY DATA SHEETS AS A STRATEGY TO PROTECT HUMANS AND 
THE ENVIRONMENT AT THE LABORATORY ........................................................................................................ 796
Elza Rizkiawalia, Suherman Suherman 
 
EVALUATING RISK PERCEPTION BASED ON GENDER DIFFERENCES FOR 
MOUNTAINEERING ACTIVITY .................................................................................................................................. 799
Susanto Novie, Nugroho W. P Susatyo, Rizkiyah Ega 
 
THE DEVELOPMENT OF SASI LAUT IN THE PRESERVATION OF SEA IN KEI COMMUNITY.................. 804
Wahyu Ananingsih Sri 
 
MINAPADI DEVELOPMENT STRATEGY IN SUPPORTING NATIONAL FOOD SECURITY ......................... 807
Lestari Sri, Nur Bambang Azis 
 
THE IMPORTANCE OF PRO-ENVIRONMENTAL BEHAVIOR IN ADOLESCENT ........................................... 811
Palupi Tyas, Sawitri Dian R 
 
STAKEHOLDER ANALYSIS IN UTILIZING OF ENVIRONMENTAL SERVICES AND 
NATURAL ATTRACTIONS IN TUK SEMUNCAR UTILIZATION ZONE OF GUNUNG 
MERBABU NATIONAL PARK: A LITERATURE REVIEW..................................................................................... 815
Setiawan Muhammad Arif, Muhammad Fuad 
 
LITERATURE STUDY ON COMMUNITY PARTICIPATION IN COMMUNITY BASED RURAL 
WATER SUPPLY AND SANITATION PROGRAMS .................................................................................................. 819
Robiah Nurbaiti Siti, Nur Bambang Azis 
 
LAND USE AND RIVER DEGRADATION IMPACT OF SAND AND GRAVEL MINING.................................... 823
Rizal Ichsan Syah Putra, Hartuti Purnaweni 
 
EXPERT ADVISOR (EA) EVALUATION SYSTEM USING WEB-BASED ELECTRE METHOD IN 
FOREIGN EXCHANGE (FOREX) MARKET .............................................................................................................. 827
Satibi Satibi, Edi Widodo Catur, Farikhin Farikhin 
 
SIMPLE ADDITIVE WEIGHTING TO DIAGNOSE RABBIT DISEASE ................................................................. 834
Ramadiani, Marissa Dyna, Jundillah Muhammad Labib, Azainil, Rahmania Hatta Heliza 
 
HUMANOID ROBOT CONTROL SYSTEM BALANCE DANCE INDONESIA AND READER 
FILTERS USING COMPLEMENTARY ANGLE VALUES........................................................................................ 841
Sholihin, Susanti Eka 
 
PRODUCTION PLANNING AND PLANTING PATTERN SCHEDULING INFORMATION 
SYSTEM FOR HORTICULTURE .................................................................................................................................. 846
Zein Vitadiar Tanhella, Farikhin Farikhin, Surarso Bayu 
 
HYBRID METHOD FOR MOBILE LEARNING COOPERATIVE: STUDY OF TIMOR LESTE ........................ 852
Da Costa Tavares Ofelia Cizela, Suyoto, Pranowo 
 
THE DECISION SUPPORT SYSTEM (DSS) APPLICATION TO DETERMINATION OF 
DIABETES MELLITUS PATIENT MENU USING A GENETIC ALGORITHM METHOD.................................. 859
Zuliyana Nia, Endro Suseno Jatmiko, Adi Kusworo 
 
IMPLEMENTATION OF RIVEST SHAMIR ADLEMAN ALGORITHM (RSA) AND VIGENERE 
CIPHER IN WEB BASED INFORMATION SYSTEM ................................................................................................ 869
Aryanti Aryanti, Mekongga Ikhthison 
 
THE DESIGN OF THE MONITORING TOOLS OF CLEAN AIR CONDITION AND 
DANGEROUS GAS CO, CO2 CH4 IN CHEMICAL LABORATORY BY USING FUZZY LOGIC 
BASED ON MICROCONTROLLER.............................................................................................................................. 874
Widodo Slamet, Amin M. Miftakul, Sutrisman Adi 
 
EXPERT SYSTEM APPLICATION OF FORWARD CHAINING AND CERTAINTY FACTORS 
METHOD FOR THE DECISION OF CONTRACEPTION TOOLS........................................................................... 878
Prambudi Dwi Arief, Edi Widodo Catur, Puji Widodo Aris 
 
PASKIBRAKA MEMBER SELECTION USING A COMBINATION OF AHP AND TOPSIS 
METHODS ON THE OFFICE OF YOUTH AND SPORTS OF KUTAI KARTANEGARA 
REGENCY ......................................................................................................................................................................... 884
Maharani Septya, Rahmania Hatta Heliza, Nur Anzhari Afif, Marisa Khairina Dyna 
 
TOTAL QUALITY MANAGEMENT OF INFORMATION SYSTEM FOR QUALITY 
ASSESSMENT OF PESANTREN USING FUZZY-SERVQUAL ................................................................................ 889
Faizah Arbiati, Amien Syafei Wahyul, Isnanto R. Rizal 
 




EFFECT OF VALUE CONGRUENCE, BRAND DISTINCTIVENESS, BRAND SOCIAL, BRAND 
WARMTH, AND MEMORABLE BRAND EXPERIENCE ON CUSTOMER-BRAND 
IDENTIFICATION AND BRAND LOYALTY (CASE STUDY: BRAND OF ACER LAPTOP).............................. 900
Susanty Aries, Tresnaningrum Aprilia 
 
ENTERPRISE ARCHITECTURE PLANNING IN DEVELOPING A PLANNING INFORMATION 
SYSTEM: A CASE STUDY OF SEMARANG STATE UNIVERSITY ....................................................................... 907
Budiman Kholiq, Prahasto Toni, Kusumawardhani Amie 
 
CONSUMER’S BUYING DECISION-MAKING PROCESS IN E-COMMERCE..................................................... 916
Budi Puspitasari Nia, Nugroho W P Susatyo, Nilan Amyhorsea Deya, Susanty Aries 
 
THE IMPACT OF WORK-FAMILY SUPPORTIVE SUPERVISORS ON JOB INVOLVEMENT 
AND JOB SATISFACTION WITH CAREER COMPETENCIES AS AN INTERVENING 
VARIABLE ........................................................................................................................................................................ 922
Suharnomo, Raja Johnpray Paguh 
 
PREDICTION OF SAFETY STOCK USING FUZZY TIME SERIES (FTS) AND TECHNOLOGY 
OF RADIO FREQUENCY IDENTIFICATION (RFID) FOR STOCK CONTROL AT VENDOR 
MANAGED INVENTORY (VMI) ................................................................................................................................... 930
Mashuri Chamdan, Suryono Suryono, Endro Suseno Jatmiko 
 
AUTOMATION DIAGNOSIS OF SKIN DISEASE IN HUMANS USING DEMPSTER-SHAFER 
METHOD ........................................................................................................................................................................... 935
Khairina Dyna Marisa, Hatta Heliza Rahmania, Rustam Rustam, Maharani Septya 
 
APPLICATION MAIL TRACKING USING RSA ALGORITHM AS SECURITY DATA AND HOT-
FIT A MODEL FOR EVALUATION SYSTEM ............................................................................................................ 942
Setyo Permadi Ginanjar, Adi Kusworo, Gernowo Rahmad 
 
DIFFERENTIATION AND EXPLORATION OF MODEL MACP FOR HE VER 1.0 ON 
PROTOTYPE PERFORMANCE MEASUREMENT APPLICATION FOR HIGHER EDUCATION ................... 948
Akbar R. Reza El, Anshary Muhammad Adi Khairul, Hariadi Dennis 
 
IMPLEMENTATION OF ONLINE PROMETHEE METHOD FOR POOR FAMILY CHANGE 
RATE CALCULATION ................................................................................................................................................... 952
Lukito Aji Dhady, Suryono Suryono, Edi Widodo Catur 
 
POWER DISTRIBUTION ANALYSIS FOR ELECTRICAL USAGE IN PROVINCE AREA USING 
OLAP (ONLINE ANALYTICAL PROCESSING) ........................................................................................................ 958
Samsinar Riza, Endro Suseno Jatmiko, Edi Widodo Catur 
 
DIGITAL DIVIDE MEASUREMENT IN LEMBATA REGENCY USING SIBIS .................................................... 963
Dai Payon Binti Gabriel Cecilia, Budiyanto Setyohadi Djoko, Suyoto 
 
THE DEVELOPMENT OF MOBILE APPLICATION TO INTRODUCE HISTORICAL 
MONUMENTS IN MANADO.......................................................................................................................................... 970
Markhasi Rupilu Moshe, Suyoto, Joko Santoso Albertus 
 
ASSESSMENT OF INFORMATION SECURITY MANAGEMENT SYSTEM BASED ON ISO/IEC 
27001:2013 ON SUBDIRECTORATE OF DATA CENTER AND DATA RECOVERY CENTER IN 
MINISTRY OF INTERNAL AFFAIRS .......................................................................................................................... 976
Kurnianto Ari, Isnanto Rizal, Puji Widodo Aris 
 
UNDERSTANDING CUSTOMERS’ INTENTION TO USE SOCIAL NETWORK SITES AS 
COMPLAINT CHANNEL: AN ANALYSIS OF YOUNG CUSTOMERS’ PERSPECTIVES .................................. 982
Agus Setiawan Retno, Budiyanto Setyohadi Djoko, Pranowo 
 
INVENTORY CONTROL SYSTEM BY USING VENDOR MANAGED INVENTORY (VMI) .............................. 989
Dona Sabila Alzena, Mustafid Mustafid, Suryono Suryono 
 
RULE BASED SYSTEM FOR MEDICINE INVENTORY CONTROL USING RADIO 
FREQUENCY IDENTIFICATION (RFID) .................................................................................................................... 993
Ardhyanti Mita Nugraha Joanna, Suryono Suryono, Endro Suseno Dan Jatmiko 
 
COMPARISON OF GENETIC ALGORITHM AND HILL CLIMBING FOR SHORTEST PATH 
OPTIMIZATION MAPPING........................................................................................................................................... 998
Fronita Mona, Gernowo Rahmat, Gunawan Vincencius 
 
RULE BASED EXPERT SYSTEM FOR MONITORING REAL TIME DRUG SUPPLY IN 
HOSPITAL USING RADIO FREQUENCY IDENTIFICATION TECHNOLOGY ................................................ 1003
Driandanu Galih, Surarso Bayu, Suryono 
 
REAL-TIME GEOGRAPHIC INFORMATION SYSTEM (GIS) FOR MONITORING THE AREA 
OF POTENTIAL WATER LEVEL USING RULE BASED SYSTEM ...................................................................... 1007
Anugrah Wirdah, Suryono Suryono, Endro Suseno Jatmiko 
 
INFORMATION MANAGEMENT OF WEB APPLICATION BASED ENVIRONMENTAL 
PERFORMANCE MANAGEMENT IN CONCENTRATING DIVISION OF PTFI ............................................... 1012
Susanto Arif, Mulyono Nur Budi 
 
ASSESSMENT OF GROUNDWATER RECHARGE POTENTIAL ZONE USING GIS APPROACH 
IN PURWOREJO REGENCY, CENTRAL JAVA PROVINCE, INDONESIA ........................................................ 1018
Eko Aryanto Daniel, Hardiman Gagoek 
 
ASSESSING THE PRIORITY AREA OF MOUNTAINOUS TOURISM USING GEOSPATIAL 
APPROACH IN KENDAL REGENCY, CENTRAL JAVA........................................................................................ 1026
Riwayatiningsih, Purnaweni Hartuti 
 
THE ROLE OF SPATIAL ANALYSIS IN DETECTING THE CONSEQUENCE OF THE 
FACTORY SITES : CASE STUDY OF ASSALAYA FACTORY-SUDAN ............................................................... 1034
Eldin Khair Amar Sharaf, Purwanto, Ryasunoko Henna, Abdullah Omer Adam 
 
DESIGNING WEB-BASED GIS APPLICATION BY CSF METHOD: A CASE STUDY IN BOVEN 
DIGOEL PAPUA............................................................................................................................................................. 1040
Saritangdan Letsoin Hendrykus, Joko Santoso Albertus, Suyoto 
 
THE DECISION MAKING TRIAL AND EVALUATION LABORATORY (DEMATEL) AND 
ANALYTIC NETWORK PROCESS (ANP) FOR SAFETY MANAGEMENT SYSTEM 
EVALUATION PERFORMANCE ................................................................................................................................ 1046
Rolita Lisa, Surarso Bayu, Gernowo Rahmat 
 
DEVELOPMENT OF AIRPORT NOISE MAPPING USING MATLAB SOFTWARE (CASE 
STUDY: ADI SOEMARMO AIRPORT – BOYOLALI, INDONESIA)..................................................................... 1053
Andarani Pertiwi, Setiyo Huboyo Haryono, Setyanti Diny, Budiawan Wiwik 
 
INTEGRATION OF REMOTE SENSING TECHNOLOGY USING SENTINEL-2A SATELLITE 
IMAGES FOR FERTILIZATION AND WATER POLLUTION ANALYSIS IN ESTUARIES INLET 
OF SEMARANG EASTERN FLOOD CANAL............................................................................................................ 1058
Subiyanto Sawitri, Ramadhanis Zainab, Hafidh Baktiar Aditya 
 
RISK ANALYSIS OF COASTAL DISASTER OF SEMARANG CITY, INDONESIA ........................................... 1064
Sunaryo Sunaryo, Ambariyanto Ambariyanto, Nugroho Sugianto Denny, Helmi Muhammad, Halirin Kaimuddin 
Awaluddin, Indarjo Agus 
 
LANDSLIDES SUSCEPTIBILITY MAPPING AT GUNUNG CIREMAI NATIONAL PARK ............................. 1069
Faizin, Azis Nur Bambang 
 
Author Index 
* Corresponding author: retnoagussetiawan@gmail.com 
Understanding customers’ intention to use social network sites 
as complaint channel: an analysis of young customers’ 
perspectives 
Retno Agus Setiawan1,*, Djoko Budiyanto Setyohadi2, Pranowo2 
1Master Program of Information Technology, School of Postgraduate Studies, Universitas Atma Jaya Yogyakarta, Yogyakarta - Indonesia 
2 Department of Information Technology, Faculty of Industrial Engineering, Universitas Atma Jaya Yogyakarta, Yogyakarta - Indonesia 
Abstract. Social network sites (SNSs) have grown rapidly in recent years. More and more companies have 
used SNSs as part of their business strategy. SNSs offer numerous advantages, especially in enhancing 
communication.  SNSs have a potential as a new complaint channel for young customers to file their 
complaints to companies. The objective of this study is to investigate the acceptance of SNSs as complaint 
channel based on TAM. A structured questionnaire was distributed to young participants, which collected 
222 valid questionnaires. Furthermore, structural equation modeling was utilized to investigate the structural 
model. The results revealed that perceived ease of use and perceived usefulness have a positive correlation 
on the attitude towards SNSs. While the attitude plays an important role in understanding customers’ 
intention to use SNSs to voice complaints. However perceived usefulness has no significant impact on 
intention to use. Limitations and further research were also discussed. 
1 Introduction  
Technology acceptance model (TAM) suggested by 
Davis [1], is an effort to explain the adoption process of 
any technology within organization. TAM has been 
extensively utilized to explain the determinants 
influencing users’ acceptance of the technology [2]. 
TAM suggests that users' perceptions about usefulness 
and ease of use are two key elements that determine the 
adoption of various technologies. Conforming to Davis 
et al [3], the attitudes toward using technology can be 
described by perceived ease of use and usefulness, while 
attitudes will influence behavioral intention and usage 
behavior.  
TAM is an essential model for understanding an 
individuals’ attitude and trustworthy of use technology 
through the individuals’ beliefs about a technology is 
useful and effortless [4]. When users are introduced with 
a new technology, perceived ease of use and usefulness 
are two significant determinants that affect their decision 
to use it. TAM has been examined with kind of 
technologies and populations and has been confirmed to 
be an important and effective model in predicting the 
acceptance of technologies [5]. 
In recent years, technology has grown rapidly, 
particularly social network sites (SNSs). The use of 
SNSs has increased and SNSs have grown very popular 
among internet users. As of January 2016, more than 79 
million people in Indonesia use SNSs, accounting for 
89% of its internet population [6]. In addition, Facebook 
has almost 12 million active users, Google+ has 9 
million active users, and more than 170 minutes are 
spent on SNSs per day. There is no doubt that SNSs 
offer many advantages for its users. SNSs provide a huge 
amount of data [7]. SNSs may allow quick access to a 
huge audience and almost no cost [8]. Furthermore, 
SNSs also provide a broad way to communicate with 
anyone anywhere with no geographical limitations. 
More and more companies have used SNSs as part of 
business strategy.  In order to obtain the advantages of 
SNSs, companies need to understand the nature of SNSs 
and how it is used [5]. Generally, TAM is frequently 
utilized to understand the use of new technology. Few 
studies have successfully used TAM to explain the 
factors that affect the acceptance of SNSs [5][9][10]. 
Furthermore, in light of business tools, SNSs can be used 
as tools for customer engagement. According to Garding 
& Bruns [11], SNSs have the potential as a new 
complaint channel to accommodate any complaints 
voiced by customers. Customers may use SNSs to file 
their complaints to companies. 
Mattila & Wirtz [12] defined complaint channel as 
the tool that allows customers to address their complaints 
about the products or services related to the company. 
Complaints are derived from customers provide an 
overview to analyze about issues and make the right 
decisions to make sure that issues do not occur again 
[13]. The adequacy of complaint channels is essential 
towards realizing a successful complaint management 
[14]. However, it should be noted that these channels are 
not all suitable from a customer's point of view. Thus, 
companies should think deeply in determining 
communication channels. 
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 Mattila & Wirtz [12] examined the possibility of 
communication channels for customer to file complaints. 
They examined the traditional communication channels 
telephone, face to face, mail, and email. Generally, these 
communication channels are suitable for making a 
complaint [15]. Mattila & Wirtz [12] revealed that the 
choice of communication channels depends on 
customers' motivation when voicing a complaint. 
However, not all customer groups are willing to voice 
their complaints to companies. When customer groups 
“young non-complainers” decide to complain, they 
would choose SNSs to voice their complaints to 
companies [16]. SNSs can be implemented as complaint 
channel to motivate younger customer to voice their 
complaints. 
Based on the above brief background of the problem, 
this study examined the acceptance of social network 
sites as complaint channel. This study aims to examine 
whether TAM can predict the use of SNSs in the context 
of complaint channel, especially from a younger 
customers' perspectives. Several studies have found that 
TAM is useful to explain SNSs adoption [5][9]. 
Therefore, this study used the basic framework of TAM 
to explain the acceptance of SNSs as complaint channel. 
2 Literature review  
2.1 Complaint management  
In business activities, not all business deals lead to 
customer satisfaction [14]. Dissatisfaction may come 
with some reasons. For example, there is a difference 
between customers' expectations towards a product or 
service. When this happens, customers may voice their 
complaints to companies. Customer complaints provide 
an occasion to analyze about issues and take possible 
reaction to resolve service failures [13]. Companies can 
collect information from all complainants into account as 
sources of meaningful knowledge that can be used to 
improve their performance. A good quality of complaint 
handling can generate satisfied and loyal customers. 
Furthermore, a successful complaint management can 
provide myriad of benefits for companies.  
The accessibility of complaint channels is a key 
determinant for realizing a successful complaint 
management. Mattila & Wirtz [12] defined complaint 
channel as the medium that customers use to file a 
complaint to  companies. Companies also use these 
channel to respond to customer complaints. There are 
several popular communication channels like telephone, 
face to face, mail, and email, which commonly used for 
making a complaint. In addition, SNSs emerged as a 
modern communication channel which increasingly 
important [17].  SNSs may have capability as new 
complaint channel based on their unique characteristics. 
Finally, complaint management is necessary for 
company’s strategies. A successful complaint 
management may help companies to keep their market 
by maintain customer satisfaction. Furthermore, the 
success of complaint handling provides customer 
satisfaction and prevents negative behavior from 
customers [12]. A good complaint management can help 
to enhance the relation between companies and 
customers. 
2.2 Technology acceptance model and social 
network sites  
Introduced by Davis, technology acceptance model 
(TAM) was adapted from theory of planned behavior 
(TPB) by Ajzen [18] and theory of reasoned (TRA) by 
Fishbein & Ajzen [19]. TAM is a model that developed 
to predict and analyze the adoption of technology. 
Within TAM there are two main factors, perceived ease 
of use and perceived usefulness, which influence the 
adoption of technology. Perceived ease of use is defined 
as “the extent to which individuals believe that using a 
specific system will be effortless”. Meanwhile, perceived 
usefulness is defined as “the extent to which individuals 
believe that using a specific system will enhance their 
work performance” [1]. Furthermore,  Davis et al [3] 
argued that both variables may influence user attitude 
towards using a technology and then affect users’ 
intention to use. TAM has grown into a major model in 
explaining the predictions of individuals’ behavior 
towards the adoption or rejection of technology. The 
effectiveness of this model is verified by various 
researches that apply it extensively to numerous 
technologies [2]. 
In general, TAM has been commonly utilized and 
consistently explains the adoption of various 
technologies. Several researches have effectively utilized 
TAM to evaluate the adoption of numerous technologies, 
including Tablet PCs [20], Cloud Computing [21], 
Instant messaging [22], and Social network sites [5][10] 
[23][24][25]. Willis [5] investigated whether TAM is 
feasible to be utilized to explain the acceptance of SNSs 
technology which has a relationship-oriented. The results 
indicated that TAM deserves to be utilized to explain the 
acceptance of SNS technology. Furthermore, this results 
have been confirmed by Constantinides et al [9], which 
revealed that TAM can explain and predict the usage of 
SNSs.  
Willis [5] applied TAM to explain the determinants 
influencing the acceptance of SNSs by presenting a new 
model that contains the influences of past experience. 
The results indicated that prior experience significantly 
correlated to intention to use, perceived ease of use, and 
perceived usefulness. However, the results revealed the 
negative effects of prior experience on subjective norm. 
Pinho & Soares [23]  identified the determinants that 
affecting the adoption of SNSs among students. The 
results demonstrated that perceived ease of use and 
usefulness positively influence individuals’ intention to 
use SNSs. They believe that SNSs is easy to use, they 
quickly become expert at using SNSs.  In addition, the 
attitude toward using SNSs significantly correlated to 
individuals’ intention to use, as respondents who believe 
that SNSs are quite fun to use are willing to use these 
technologies. However, the results do not support the 
influences of perceived usefulness on intention to use. 
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 Due to the fact that businesses are continuously 
interested in SNSs as a source of valuable data, 
Constantinides et al [9] identified the determinants that 
affecting the acceptance and use of SNSs as a business 
tool in marketing strategy. They revealed that ease of use 
significantly affects perceived usefulness of SNSs, both 
variables have an indirect influence on individuals' 
intention through the attitude and a direct and significant 
influence on intention to use. In addition, intention to use 
has a positive correlation on the level of use SNSs.   
Chiu and Huang [24] attempted to identify the 
determinants that may influence individuals participation 
in SNSs. The results indicated that the attitudes towards 
SNSs have a positive influence on individual intention. 
Perceived ease of use and usefulness significantly affect 
behavior and attitude. In addition, it was shown that 
there is a significant correlation among use behavior and 
behavioral intention. However, the results noted that 
perceived usefulness has no significant influence on 
individual intention. 
Yeh et al [10] applied TAM to investigate the 
adoption of SNSs in the context of human resource, with 
a particular focus on staffing activities within the 
organization. Subjective norm has been added to the 
research model with a belief that SNSs have a social 
aspect that may affect the adoption of these technologies. 
The results demonstrated that subjective norm, perceived 
ease of use and usefulness have a positive correlation on 
human resource practitioners’ intentions to use SNSs in 
organizational staffing activities.   
Furthermore, Yoon et al [22] identified online 
communication technology that have similar 
characteristics as SNSs. They identified the influence of 
social aspects on the adoption of new technologies. In 
addition to social aspects, the results indicated that 
perceived usefulness positively correlated to intention to 
use. However, the results additionally indicated that 
perceived ease of use has no significant correlation on 
perceived usefulness. 
3 Research model and hypotheses 
In this study, technology acceptance model was utilized 
as the major model to explain the adoption of SNSs in 
the context of complaint channel. The research model 
contains perceived ease of use, perceived usefulness, 
attitude, and intention to use.  
3.1 Perceived usefulness, perceived ease of 
use, and attitude  
Davis et al. [3] argue that individuals’ motivation can be 
interpreted by three factors; attitude, perceived 
usefulness, and perceived ease of use. Perceived 
usefulness and perceived ease of use are key 
determinants affecting attitude, where perceived ease of 
use has a direct influence on perceived usefulness. In the 
context of SNSs, prior study has confirmed these 
relationships [9]. They revealed that ease of use and 
usefulness significantly correlated with user perceptions 
and attitude toward SNSs.  Thus, this study suggests the 
following hypotheses:  
H1: Perceived usefulness of SNSs as complaint channel 
has a positive and significant influence on the attitude 
toward using them. 
H2: Perceived ease of use of SNSs as complaint channel 
has a positive and significant influence on the attitude 
toward using them 
H3: Perceived ease of use of SNSs as complaint channel 
has a positive and significant influence on perceived 
usefulness of using them 
3.2 Attitude and intention to use 
The correlation among attitude and intention to use is 
essential and popular in behavioral models. Individuals’ 
attitudes towards technology have a significant 
correlation on intention to use [9]. This correlation has 
been confirmed by several studies. They found a strong 
influence of attitude on individuals’ intention to use 
SNSs [25]. Moreover, the following hypothesis is 
suggested: 
H4: Attitude toward using SNSs as complaint channel 
has a positive and significant influence on intention to 
use them. 
3.3 Perceived usefulness and intention to use  
The findings have consistently shown that perceived 
usefulness is the key determinant that affect users’ 
intention to use technology [2].  Previous researches 
have revealed that there is a significant correlation 
among perceived usefulness and intention to use [5] [9]. 
Furthermore, Constantinides et al [9] revealed that 
perceived usefulness positively affected intention to use. 
Then, the following hypothesis is proposed in this study: 
H5: Perceived usefulness of SNSs as complaint channel 
has a positive and significant influence on intention to 
use them 
4 Research methodology 
This study used SPSS to analyze the data and applied 
structural equation modeling to investigate the 
hypothesized correlations in the research model using 
AMOS. 
4.1 Sample and data collection  
To achieve the goal of this study, a survey method was 
applied to gather data from participants. This study 
selected participants who have an active SNSs account. 
The target participants for this study were young 
consumers aged 18 and 30 years old. At first, this study 
organized a pre-test survey on 30 SNSs users to test the 
consistency of measurement items. In addition, this pre-
test was conducted to ensure unambiguousness of each 
question and to calculate the time participants required to 
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 complete the questionnaire. Furthermore the 
questionnaire was distributed in two ways, paper and 
electronic questionnaire. 79 paper questionnaires and 
196 electronic questionnaires were distributed. Overall, 
275 questionnaires were collected. However, only 222 
were included in the sample for analysis, 53 responses 
were deleted because of incompleteness and contained 
the same values for all questions. The profiles of 
participants are listed in Table 1. 
Table 1. Demographic profile of participants (N=222) 
 Frequency Percentage 
Gender  
   Male 
   Female  
Age 
   18 – 24 
   25 – 30  
Educational level 
   Senior high school 
   3-year diploma 
   Bachelor 
   Postgraduate 
Occupation 
   Students 
   Private employees 
   Public servants 
   Others 
Subscription period of the SNS 
   < 6 months 
   6 months – 1 year 
   1 – 3 years 
   More than 3 years 
Frequency of using SNS 
   Few/barely 
   Frequently 



















































4.2 Measurement items  
This study adapted questionnaire items from prior 
researches and were all checked by 5-points Likert scale 
from strongly disagree (1) to strongly agree (5). Items of 
perceived usefulness were adapted from Davis [1], 
Constantinides et al [9], Kwon et al [25], Hung et al [26], 
Seol et al [27], Ernst [28], and Mouakket [29]. Items of 
perceived ease of use were adapted from Davis [1], 
Willis [5], Constantinides et al [9], Hung et al [26],  
Ernst [28], and Hsu et al [30]. Items of attitude were 
adapted from  Constantinides et al [9], Kwon et al [25], 
Hung et al [26], and Hsu et al [30]. While items of 
intention to use were adapted from studies organized by 
Constantinides et al [9], Kwon et al [25], Hung et al [26], 




5 Data analysis and results 
5.1 Measurement model  
This study applied a confirmatory factor analysis (CFA) 
to examine the measurement model. AMOS software 
was utilized to perform the analysis. The results 
indicated that several model fit indices did not meet the 
standard basically. Thus, the model was optimized and 
several responses were deleted according to modification 
indices. As a result, all fit indices have better values. The 
p-value was 0.088 (χ2 = 58.325, df = 45), which greater 
than 0.05, indicating a good fit. The normed chi-square 
(χ2/df) was 1.296, while the normed chi-square value 
should be less than 5 [32]. The GFI and AGFI were 
0.941 and 0.898, respectively, showing a good fit [33]. 
Then, the RMSEA was 0.044, which is below the 
maximum value of 0.08 [34]. The other fit indices NFI, 
TLI, and  CFI were 0.960, 0.990, and 0.986, 
respectively, all exceed the suggested value of 0.9 
[35][36]. Therefore, the overall fit indices indicate an 
acceptable model fit. 
Furthermore, this study investigated the reliability 
and validity of the measurement model. All the average 
variance extracted (AVE) and factor loadings must be 
exceed 0.5 [37]. As shown in Table 2, most loadings 
loaded highly above 0.70. The value of AVE for various 
construct is larger than 0.50. Then, the composite 
reliability (CR) must be larger than the AVE. The CR 
values for each construct varied between 0.802 and 
0.917, which above the recommended value of 0.70 [37]. 
These results indicate good validity of all measurement 
items. Furthermore, the cronbach’s alpha for various 
construct exceeded Nunnaly’s [38] recommendation of 
0.70, indicating  internal consistency and good 
reliability. 
Table 2. Factor loadings, AVE, CR, and Alpha values 
Items Factor 
loadings 
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5.2 Structural model  
This study also conducted a structural equation modeling 
to explain the hypothesized correlations among various 
constructs.  As Table 3 shown, the overall fit indices for 
the research model suggest a very good model fit (p-
value=0.104, χ2/df=1.270, GFI=0.941, AGFI=0.900, 
RMSEA=0.042, NFI=0.960, CFI=0.991, and 
TLI=0.987). 
Since the research model demonstrated a good 
fitness, this study examined the causal relationships 
between constructs. As Fig. 1 shown, the results indicate 
that perceived usefulness (β=0.260, t-value=1.972, 
p<0.05) and perceived ease of use (β=0.515, t-
value=3.685, p<0.001) have a positive related to the 
attitude, confirming hypothesis H1 and H2. Then, 
perceived ease of use has a significant influence on 
perceived usefulness (β=0.810, t-value=10.148, 
p<0.001), supporting hypothesis H3. The results also 
found support for hypothesis H4, the attitude toward 
using SNSs has a strong correlation with intention to use 
(β=0.960, t-value=8.460, p<0.001). However, the 
perceived usefulness of SNSs is found to have no 
significant impact on intention to use (β=0.34, t-
value=0.473, p<0.05). Thus, hypothesis H5 is not 
supported. In addition, based on squared multiple 
correlations (R2), perceived ease of use explains about 
65.6% of variance in perceived usefulness.  Perceived 
usefulness and ease of use together explain 54.9% of 
variance in the attitude toward SNSs. Meanwhile, 
perceived usefulness and attitude jointly explain 96.7% 
variance in intention to use. 
 





6 Discussions and conclusions 
The use of SNSs has grown rapidly and very popular 
among young users. In addition, SNSs have been widely 
used by companies because of their clear benefits from a 
business point of view. SNSs offer two-way 
communication among the companies and customers. 
Customers may file their complaints to the company 
through SNSs quickly. Moreover, companies can easily 
gain feedback from customers. These possibilities have 
led to interest in evaluating the adoption of SNSs as 
complaint channel, particularly for young customers. 
Furthermore, this study confirms the explanatory power 
of technology acceptance model in the adoption of 
SNSs.  
As listed in Table 4, most hypotheses were supported 
except the relationship among perceived usefulness and 
intention to use. The results indicate that ease of use 
positively influences perceived usefulness and both 
variables have an indirect influence on intention to use 
through the attitude toward SNSs. However, perceived 
usefulness of SNSs as complaint channel has no 
significant influence on intention to use them.  




H1: PU  AT 
H2: PEOU  AT 
H3: PEOU  PU 
H4: AT  IU 
















Source: Author calculations 
Notes: **p<0.05; ***p<0.001 
Perceived usefulness (PU); Perceived ease of use (PEOU); Attitude (AT);  
Intention to use (IU). 
  
The results indicate that perceived ease of use  and 
perceived usefulness significantly and positively 
correlated with attitude, which is consistent with prior 
studies [9][10][23]. They revealed that perceived 
usefulness and ease of use positively correlated with 
attitude. Furthermore, perceived ease of use (β=0.515) 
has a greater effect on attitude than perceived usefulness 
(β=0.260). Similar to a prior study by Constantinides et 
al [9], the results show that perceived ease of use of 
SNSs has a direct impact on perceived usefulness of 
using them.  
 
Table 3. Structural model results 
 





Chi square/degrees freedom  (χ2/df) 
Goodness-of-fit index (GFI) 
Adjusted goodness-of-fit (AGFI) 
Root mean square error of approximation (RMSEA) 
Normalized fit index (NFI) 
Comparative fit index (CFI) 















<5.00 Hair et al [32] 
>0.90 Baumgartner & Homburg [33] 
>0.80 Baumgartner & Homburg [33] 
<0.08 Hair et al [34] 
>0.90 Hu & Bentler [36] 
>0.90 Hu & Bentler [36] 
>0.90 Bagozzi & Yi [35] 
5
E3S Web of Conferences 31, 11014 (2018) https://doi.org/10.1051/e3sconf/20183111014
ICENIS 2017
 Perceived ease of use reflects the consumers believe 
that contacting the company will be effortless. They 
have no difficulty completing a complaint procedure. 
Furthermore, some participants believe that using SNSs 
will enhance their effectiveness in voicing their 
complaints to companies.  SNSs allow the consumers to 
file their complaints quickly. The results suggest that 
maintaining easy and useful policies and procedures are 
essential prerequisites for delivering positive attitudes. 
In light of attitudes, the attitude toward SNSs as 
complaint channel is a major determinant in 
understanding customers’ intention to use them, as 
shown by the huge value of path coefficient for itself.  
This result is consistent with prior studies, which 
verified the role of attitude in user adoption [9][23][24].  
Furthermore, Balakrishnan [31] stated that user who 
feels positive in using the tools for working may literally 
use them for working.   Similarly, consumers who feel 
positively about using SNSs as complaint channel may 
actually take the initiative to use them for delivering 
complaints to companies. 
However, it should be noted that individual attitudes 
may change immediately. Therefore, continuous 
supports should be granted to preserve the attitude. User-
friendly, low-time consumption (the time consumers 
needed to complete a complaint procedure), and fast 
response should be given to maintain the positive 
attitudes. Furthermore, in the initial stage, complaints 
that are delivered through SNSs must be managed 
properly in order to eliminate prejudgments. In addition, 
companies must have the ability to adapt the procedures 
to fit the consumer needs. In the end, the results reject 
the hypothesis perceived usefulness significantly 
correlated to intention to use. The rejection of this 
correlation is consistent with prior study by Pinho & 
Soares [23], perceived usefulness does not have positive 
correlation with intention to use. 
This study, however, has some limitations. First, this 
study was established in single country, Indonesia.  The 
majority of the participants were from special region of 
Yogyakarta, where it is known as a centre of education 
and culture. Accordingly, the results of this study should 
be generalized carefully. Second, the present study 
focuses only on young adults who are member of social 
network sites as a target population. Participants in this 
age segment may be more active in using social network 
sites. Third, the influence of demographic factors such as 
gender, and occupation were not considered in this 
study. Thus, these factors should be examined in further 
research. Lastly, this study not focused on particular 
social network sites. Future studies could examine the 
particular SNSs such as Twitter and Facebook as 
complaint channel. 
References 
1. F.D. Davis, MIS Q., 13, 319–340 (1989). 
2. N. Marangunic and A. Granic, Univers. Access Inf. 
Soc., 14, 81–95 (2015). 
3. F.D. Davis, R.P. Bagozzi, and P.R. Warshaw, 
Manage. Sci., 35, 982–1003 (1989). 
4. Q. Zhao, C.-D. Chen, and J.-L. Wang, Telemat. 
Informatics, 33, 959–972 (2016). 
5. T.J. Willis, An Evaluation of the Technology 
Acceptance Model as a Means of Understanding 
Online Social Networking Behavior, in: Dr. Diss., 
University of South Florida, (2008). 
6. S. Kemp, Digital in (2016), 
http://wearesocial.com/sg/special-reports/digital-
2016. 
7. A.J. Wicaksono, Suyoto, and Pranowo, A proposed 
method for predicting US presidential election by 
analyzing sentiment in social media, in: 2016 2nd 
Int. Conf. Sci. Inf. Technol., pp. 276–280, (2016), 
8. P. Karampelas, Techniques and Tools for 
Designing an Online Social Network Platform, in: 
Springer Vienna, Vienna, pp. 3–13, (2013) 
9. E. Constantinides, C. Lorenzo-Romero, and M.-C. 
Alarcón-del-Amo, Social Networking Sites as 
Business Tool: A Study of User Behavior, in: Ed. 
by M. Glykas, Bus. Process Manag. Theory Appl., 
Springer Berlin Heidelberg, Berlin, Heidelberg, pp. 
221–240, (2013) 
10. C.-C.R. Yeh, K.C. Gossmann, and Y.-H. Tao, 
Acceptance of Online Social Networks as an HR 
Staffing Tool: Result from a Multi-country Sample, 
in: Ed. by L. Wang, S. Uesugi, I.-H. Ting, K. 
Okuhara, and K. Wang, Multidiscip. Soc. Networks 
Res. Second Int. Conf. MISNC 2015, Matsuyama, 
Japan, Sept. 1-3, 2015. Proc., Springer Berlin 
Heidelberg, Berlin, Heidelberg, pp. 70–79, (2015) 
11. S. Garding and A. Bruns, Moving Towards 
Successful Complaint Management, in: Complain. 
Manag. Channel Choice An Anal. Cust. 
Perceptions, Springer International Publishing, 
Cham, pp. 13–26, (2015) 
12. A.S. Mattila and J. Wirtz, J. Serv. Mark., 18, 147–
155 (2004). 
13. Y. Namkung, S. (Shawn) Jang, and S.K. Choi, Int. 
J. Hosp. Manag., 30, 495–502 (2011). 
14. S. Garding and A. Bruns, Organisational 
Complaint Management, in: Complain. Manag. 
Channel Choice An Anal. Cust. Perceptions, 
Springer International Publishing, Cham, pp. 1–12, 
(2015) 
15. S. Garding and A. Bruns, Analysis of Customers’ 
Complaint Channel Choice and Complaint 
Behaviour, in: Complain. Manag. Channel Choice 
An Anal. Cust. Perceptions, Springer International 
Publishing, Cham, pp. 35–74, (2015) 
16. S. Garding and A. Bruns, Conclusions for 
Organisational Complaint Management and Future 
Research, in: Complain. Manag. Channel Choice 
An Anal. Cust. Perceptions, Springer International 
Publishing, Cham, pp. 75–82, (2015) 
17. A.M. Kaplan and M. Haenlein, Bus. Horiz., 53, 59–
68 (2010). 
18. I. Ajzen, Organ. Behav. Hum. Decis. Process., 50, 
179–211 (1991). 
6
E3S Web of Conferences 31, 11014 (2018) https://doi.org/10.1051/e3sconf/20183111014
ICENIS 2017
 19. M. Fishbein and I. Ajzen, An Introd. to Theory Res. 
Massachussets Addison-Wesley, (1975). 
20. E. Park and A.P. Del Pobil, Wirel. Pers. Commun., 
73, 1561–1572 (2013). 
21. M. Eltayeb and M. Dawson, Understanding User’s 
Acceptance of Personal Cloud Computing: Using 
the Technology Acceptance Model, in: Ed. by S. 
Latifi, Inf. Technol. New Gener. 13th Int. Conf. 
Inf. Technol., Springer International Publishing, 
Cham, pp. 3–12, (2016) 
22. C. Yoon, C. Jeong, and E. Rolland, Inf. Technol. 
Manag., 16, 139–151 (2015). 
23. J.C.M.R. Pinho and A.M. Soares, J. Res. Interact. 
Mark., 5, 116–129 (2011). 
24. Y.-K. Chiu and C.-W. Huang, Using Behavior of 
Social Network Sites Based on Acceptance Model, 
in: Ed. by Y. Yang, M. Ma, and B. Liu, Inf. Comput. 
Appl. 4th Int. Conf. ICICA 2013, Singapore, 
August 16-18, 2013 Revis. Sel. Pap. Part II, 
Springer Berlin Heidelberg, Berlin, Heidelberg, pp. 
57–66, (2013) 
25. S.J. Kwon, E. Park, and K.J. Kim, Soc. Sci. J., 51, 
534–544 (2014). 
26. S.-Y. Hung, J.C.-A. Tsai, and S.-T. Chou, Inf. 
Manag., 53, 698–716 (2016). 
27. S. Seol, H. Lee, J. Yu, and H. Zo, Inf. Manag., 
(2016). 
28. H.C.-P. Ernst, The Influence of Perceived 
Belonging on Social Network Site Usage BT  - 
Factors Driving Social Network Site Usage, in: Ed. 
by H.C.-P. Ernst, Springer Fachmedien Wiesbaden, 
Wiesbaden, pp. 29–44, (2015)\ 
29. S. Mouakket, Comput. Human Behav., 53, 102–
110 (2015). 
30. C.-L. Hsu, C.-C. Yu, and C.-C. Wu, Inf. Syst. E-
Bus. Manag., 12, 139–163 (2014). 
31. V. Balakrishnan, Univers. Access Inf. Soc., 1–13 
(2016). 
32. J.F. Hair, R.E. Anderson, R.L. Tatham, and W.C. 
Black, “Multivariate Data Analysis with 
Readings”, 4th ed., Prentice-Hall, Englewood 
Cliffs (1995). 
33. H. Baumgartner and C. Homburg, Int. J. Res. 
Mark., 13, 139–161 (1996). 
34. J.F. Hair, R.E. Anderson, R.L. Tatham, and W.C. 
Black, “Multivariate Data Analysis”, 5th ed., 
Prentice-Hall, Upper Saddle (1998). 
35. R.P. Bagozzi and Y. Yi, J. Acad. Mark. Sci., 16, 
74–94 (1988). 
36. L. Hu and P.M. Bentler, Struct. Equ. Model. A 
Multidiscip. J., 6, 1–55 (1999). 
37. J.F. Hair, W.C. Black, B.J. Babin, and R.E. 
Anderson, “Multivariate Data Analysis”, 7th ed., 
Prentice-Hall, Upper Saddle (2009). 
38. J. Nunnally, “Psychometric theory”, 2nd ed., 






E3S Web of Conferences 31, 11014 (2018) https://doi.org/10.1051/e3sconf/20183111014
ICENIS 2017
